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ABSTRACT
Undeniable in restaurant operation service delivery failures occurred when service
delivery performance does not meet the expectations of customers and classified as either
pertaining to the outcome or process. A process failure happened when core service
carried in a flawed or incomplete way, resulting in poor benefit and instigating in
reduction of economic resources such as money, time, status or esteem to the customer.
Knowing failures will occur even in the finest restaurant, it is imperative therefore for the
restaurant to make provisions for recovery of these unfavourable instances and the
provisions that restaurant makes are known as service recovery. Restaurant ability to
recover from service delivery failure is an essential element of the whole service delivery
system with significant implications as it is recognized to provide opportunities to
decrease costs, improve customer experience and increase customer satisfaction. The
effective service recovery not only corrects the service delivery failures, but also builds
and maintains strong relationships which ultimately lead to behavioural intentions,
including revisiting and word of mouth. In contrary, as to why customers are found of
still patronizing some of the restaurants despite providing fewer recovery processes. It is
therefore conjectured that the role of positive perceived values may influence customers
repeat purchase behaviour or the underlying reasons that cause this causation. This study
empirically investigates the causal relationship among service delivery failures, service
recovery and perceived values with satisfaction and behavioural intentions of customers
towards Malay medium restaurants. A mixed method of qualitative and quantitative
investigation through interview with selected restaurant operators and questionnaire
survey among the restaurant customers was opted. Through interview with 18 restaurant
operators, occurrence of service delivery failures and service recovery as well perceived
values in Malay medium restaurants as central issue of this study were identified. The
quantitative approach in this study structured through survey questionnaire with
customers who had visited and experienced service delivery failures when dining at pre-
identified Malay restaurants in Klang Valley. With 481 respondents, the data analyses
were conducted by a process of multivariate analysis using structural equation modelling
(SEM) via AMOS (Analysis of Moment Structures). Exploratory factor analysis (EFA) and
confirmatory factor analysis (CFA) were initially performed to validate the scales. Five
dimensions of the overall measurement model were generated and tested in compliance with
stringent purification process for the models. The results of structural modelling provide
evidence that three dimensions of service delivery failures, service recovery and
behavioural intentions were significantly related and the relationship between service
recovery and customer satisfaction were not significantly related. However, the strength
of the relationship between service delivery failures and customer satisfaction would be
altered by the presence of perceived value. In other word, perceived value mediates the
relationship between service delivery failure and customer satisfaction. With this finding,
the restaurant operators should not therefore ignore or being ignorant on the perceived
value, but highly conversant with it as those elements could be used in retaining the
customers despite having a slight service failure and slacking in service recovery.
111
ACKNOWLEDGEMENTS
First and foremost, I thank you God for giving me the strength, blessing, perseverance
and good health which enabled me to complete this study. This research would not have
been started, nor completed without the encouragement and support of many wonderful
people.
There are several individuals who have played such an integral part in assisting me
throughout the doctoral program and ultimately, the completion of this thesis. My sincere
appreciation goes to my main supervisor, Assoc. Prof. Dr. Mohd Salehuddin Mohd Zahari
for his intellectual support, constructive ideas, guidance, patience and ungrudging
generosity with time throughout the whole journey. He truly exemplifies what it means
to be a "mentor" and has successfully guided me even through some stressful times as
well as sharpening my understanding of a thesis and academic writing. It was a great
privilege to work under his supervision, professionalism and expertise which led me to be
more focused in my thoughts and ideas. Similarly, thanks are due to Assoc. Prof. Dr.
Salleh Mohd Radzi my second supervisor for his advice, valuable insights, comments,
ideas, and suggestions in the course of improving this thesis. He has served as my
"cheerleader", advocate and source of constant positivism during some otherwise trying
time. Without his enthusiasm and support, my determination would not have been as
infallible.
It would have been so very difficult to complete the doctoral program without the
encouragement and support of family. I am very grateful for the sacrifices endured, and
the patience and tolerance shown, by my wife, Wan Wahida, as I progressed through the
graduate program. Special heartfelt acknowledgement goes to the two absolute joys of my
life, my sons Emir Adam and Emir Idris, who have provided untold satisfaction,
inspiration and fulfillment to me from the time that they were born to the present.
I further gratefully acknowledge the assistance of colleagues, academic staff and other
faculty members as well as the support staff of the Faculty of Hotel and Tourism
Management UiTM, not forgetting the university member and staffs for their
encouragement and kind assistance rendered throughout my study. Thanks are also
extended to all the respondents who have given their cooperation in completing the
survey. I also wish to thank Geraldine Murphy in Christchurch, New Zealand who proof-
read the final drafts of this thesis.
Special acknowledgement, however, goes to individuals who are such an important part
of my life. They provided so many lessons to me throughout my childhood and adult life,
lessons that I follow to this day. Their love, support, and encouragement are unwavering,
and their distant past advice and encouragement has been recalled many times since the
start of my journey to write this thesis. In such a small way, this venue allows me to
accomplish this. Thus, this thesis is especially dedicated to my parents. Alhamdulillah.
IV
TABLE OF CONTENTS
Page
AUTHOR'S DECLARATION 11
ABSTRACT iii
ACKNOWLEDGEMENTS IV
TABLE OF CONTENTS V
LIST OF TABLES XII
LIST OF FIGURES XVI
CHAPTER ONE: INTRODUCTION
1.1 Preamble 1
1.2 Background of the Study 1
1.3 Problem Statement 6
1.4 Research Objectives 10
1.5 Research Questions 11
1.6 Conceptual Study Framework! Model 11
1.7 Theoretical Framework 13
1.8 Research Hypotheses 14
1.8.1 The Relationship between Service Delivery Failure and
Behavioural Intention 14
1.8.2 The Effect of Service Delivery Failure on Service Recovery 15
1.8.3 The Effect of Service Delivery Failure on Perceived Value 15
1.8.4 The Influence of Service Recovery on Customer Satisfaction 15
1.8.5 The Influence of .Perceived Value on Customer Satisfaction 15
1.8.6 The Causal Relationship of Customer Satisfaction and
Behavioural Intention 15
1.8.7 The Mediating Effect of Service Recovery on Relationship
between Service Delivery Failure and Customer Satisfaction 16
1.8.8 The Mediating Effect of Perceived Value on Relationship
between Service Delivery Failure and Customer Satisfaction 16
v
